SAMPLE 
Draft letter of invitation for Client/Participant Interviews
XXX  is about to be assessed against the Australian Service Excellence Standards (ASES).  ASES is a set of 18 standards that agencies can use to test whether or not their systems and ways of working are helping to achieve great outcomes with the clients and the community they care about.
We are committed to providing a quality service to our clients/consumers and ASES provides us with a way to look at what we do, how we do it and what we could do better.
An external assessor will be visiting our service on XX/XX to look at our systems and practice.  The assessor will be talking to Board members, staff and volunteers, clients and partners.
As someone who uses/has used our service, you are invited to participate in the assessment process.  We would be so grateful if you would meet with the assessor over the phone/morning tea/lunch/afternoon tea.  The purpose of this interview is for the assessor to hear about your experience of our service and any ideas you have for how we can do better.
Here are some questions you might be asked.
· What are the strengths of this service?
· Would you recommend a friend or family member to come to this service?
· Do they ask about your goals and plans?
· Have they asked you for your ideas about programs, services or improvement?
· Did they describe how your information is kept private?
· Are you aware of how you can provide feedback or make a complaint?
· Is this an inclusive service?



 

